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én thé gidi, cdc nha nghién ciru va qudn tri da phdt trién hé thong l)/' thuyét quan tri quan hé khdch
hang (Customer relatlonsth management CRM) tir nhiéu cach tiép cdn khdc nhau. Voi Rabah va

cong sy (2011) da chi ra 43% cdc dinh nghza xdc dinh CRM la mét chién hege kinh doanh, 17% la mét quy
trinh trong khi 22% xdc dinh n6 la mot qua trinh iing dung cong nghé. Cho dén nay, khai niém CRM van
ton tai nhzeu quan diém khdc nhau va chwa cé mot khdi niém ndo dugc chdp nhdn mét cach tuyét doi. Véi
moi cach tiép cdn Iy thuyét nghién ciru riéng lé, quy trinh trién khai CRM ciing dwoc xdc dinh khdc nhau.
Sw khac bi¢t rong rai trong cdach tzep cdan quy trinh CRM khién cac nha quan ly da gap nhzeu kho khan trong
trién khai thuc té. Do dé, bai viét duwoc thuc hién véi muc dich xdc dinh quy trinh trién khai CRM cu thé,
phit hop véi ting boi canh, linh viee kinh doanh khéch san. Qua tong quan tdi liéu trong va ngodi nuwdée, bdi
viét da xdc dinh dirge quy trinh trién khai CRM trong khdch san bao gom 3 buée: ldp ké hoach CRM, trién
khai CRM va danh gia CRM. Bdng phirong phép nghién ciru dinh tinh, théng qua phong vin sdu cdc nha
quan ly trong khach san, nghién cieu da thuce hién phan tich quy trinh CRM cia cdc khach san 4 - 5 sao dién
hinh trén dia ban Ha Ngi. Trén co sé dé rit ra nhing két ludn va ham y quan tri trong quy trinh trién khai

CRM cua cac khach san.

Tir khéa: CRM, quy trinh trién khai, quan tri quan hé khdch hang

JEL Classifications: C15, M1, Z32

1. Dit van dé

Tai Viét Nam, kinh doanh khach san luén 1la mot
thi truong tiém nang. Ha Noi, Nha Trang, Thanh phd
HO Chi Minh va Pa Nang la nhimg diém dén c6
ngudn cung khich san 16n cua ca nudc. Theo bao
cao cua tap doan Savills Viét Nam (tap doan cung
cép cac dich vu bat dong san hang dau trén the gioi),
tinh dén quy 11/2021, Ha Noi co tong nguon cung
v6i 8.027 budng tir 17 khach san 5 sao, 17 khach san
4 sao. Tir dau nam 2020 dén nay, dai dich COVID-
19 da khién nganh kinh doanh khach san trén thé
gidi ndi chung va & Viét Nam noi riéng gip rat nhidu
khé khan. Theo bao cao cua S& Du lich Ha Noi
(2021), dai dich COVID-19 khién luong khach du

lich t&i cac diém tham quan & Thu d6 giam khoang
80%, hé thdng co s& luu tri giam khoang 75%, cb
nhimg ngay thip diém chi dat cong suit 24%. Tai
cac khach san, sb luong khach huy dat buéng lwu tra
hon 80.613 lugt. S6 ngay huy 1a 57.652 ngay. Dung
trude tinh hinh canh tranh manh mé, lai thém sy anh
huéng ning né cua dai dich COVID-19, viéc trién
khai CRM duoc xem la mot phuong phép glup cac
khach san tlep can giao tlep va tang cuong moi quan
hé véi khach hang, duy tri long trung thanh cua
khach hang.

Mic du CRM mang lai nhiéu loi ich cho cac
khach san nhung dé trién khai CRM thanh cong trén
thuc t& s& gidp phai nhiéu khé khan. Padilla
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Meléndez va Garrido Moreno (2013) da nhdn manh
tAm quan trong ciia cac yéu t6 anh huéng nhu chién
lugc CRM, quy trinh kinh doanh. Bén canh d96, quy
trinh trién khai CRM 1a mot nhiém vu phuec tap, kéo
dai va ddy thach thic, lién quan dén tit ca cac b
phan trong khach san, n6 thay dbi toan bd quy trinh
hodc cach thic hoat dong cua khach san. Sy khac
biét rong rai trong cach tiép can CRM khién cac nha
quan 1y béi réi khi trién khai quy trinh CRM trong
thue té. Cac quy trinh CRM cu thé can phu thudc
vao bdi canh, mot khung nghién ctu chung can
dugc xac dinh dé huong dan cac trinh tuw cia quy
trinh va xac dinh moi quan hé gitra cac yéu té anh
huong trong moi thanh phan chinh CRM trong mdi
budc trién khai CRM. Ddng thoi, khong phai khach
san nao cling co the cung ap dung va trién khai mot
quy trinh CRM gibéng nhau. Stringam va Gerdes Jr
(2010) cho ring cac chudi khach san 16n c¢6 thé s
dung cac quy trinh CRM phuc tap, cac khach san
nho hon co thé str dung quy trinh hoat dong don gian
dé trién khai CRM. Piéu nay chi ra ring cach thic
xdy dung CRM c6 thé khac nhau dya trén quy mo,
nguf")n luc cua khach san. Do vay, can thiét c6 cac
nghién ctru doc lap nhim xac dinh va phan tich quy
trinh trién khai CRM.

T nhén thirc vé mat 1y luan va thyc tién, véi tat
ca nhitng 1y do dugc trinh bay & trén, bai viét:
“Nghién cieu quy trinh qudn tri quan hé khach hang
cua cac khach san trén dia ban Ha Ni” c6 y nghia
ca vé 1y luén va thuc tién.

2. Tong quan nghién ctru va co sé ly ludn vé
quy trinh trién khai quan tri quan hé khach hang
trong khach san

2.1 T(fng quan nghién ciru

Theo Buttle (2004); Lo, Stalcup va cdng su
(2009), quy trinh c6 thé dugc dinh nghia 1a cach thuc
ma moi thir dugc thuc hién trong mot doanh nghiép,
quy trinh CRM dugc hiéu la cac hoat dong duogc thuc
hién boi doanh nghiép lién quan dén viéc quan Iy
mdi quan hé khach hang va cac hoat dong nay dugc
nhom lai theo mgt quan diém theo chiéu doc ctia mbi
quan hé. Srivastava va cong su (2000); Ragins va
cong su (2003) cho ring muc tiéu cua quy trinh
CRM la hinh thanh nhan thitc cua khach hang vé
doanh nghiép va san phim cua doanh nghiép d6
thong qua viée xac dinh khach hang, tao kién thirc vé
khach hang va xdy dung mdi quan hé vé6i khach
hang. Theo Buttle (2004); Ragins va cong su (2003);
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Rababah (2011), ¢6 ba quan diém chinh cua cac quy
trinh CRM bao gdm: quy trinh CRM dinh huéng
khach hang, quy trinh CRM dinh hudng theo chuc
nang va quy trinh CRM cép vi mé toan doanh nghiép

Voi quy trinh CRM dinh hwong khdach hang: Theo
Ragins va cong sy (2003), quy trinh CRM dinh
hudng khach hang dwoc hiéu 1a mot quy trinh ¢6 hé
thong dé quan ly viéc bit dau, duy tri mdi quan hé
v6i khach hang va sy chdm dut trén tit ca cac du
mdi lién hé ciia khach hang dé t6i da hoa gia tri cua
cac quan hé. Co6 ba giai doan thyc hién quy trinh
CRM dinh huéng khach hang bao gdm khoi tao mbi
quan hé, duy tri mbi quan hé va chdm dut quan hé
(Ragins va cong su , 2003; Reinartz va cong su,
2004). Dya trén nhan thic chung, ké thira cac nghién
ctru va kinh nghiém trudc day cta cac nha nghién
ctru vé quy trinh CRM dinh huéng khach hang,
Parvatiyar va Sheth (2001) da mo ta thong qua 4
budc thuc hién. Cu thé 1a: (1) hinh thanh chién leoc;
(2) Quan Iy trién khai chién lugc CRM; (3) do luong
két qua CRM; (4) su phat trién. Vi Payne va Frow
(2005); Mohammad Almotairi (2009) da dé xuat mot
quy trinh trién khai thanh céng CRM théng qua 3
giai doan: giai doan trugc khi trién khai CRM, giai
doan trién khai CRM va giai doan sau khi trién khai.

Voi quy trinh CRM dinh huong theo chiec nang:
Theo W. Brenner va cong sy (2005) bao gdm: phat
trién chién lugc, tao gia tri, quy trinh tich hop da
kénh, quan ly thong tin va qua trinh danh gia két
qua. Iriana va F. Buttle (2006) d3 minh hoa cach
thirc phan bd bdn trong sé cac quy trinh CRM nay
cho cac hinh thac CRM; chién lugc, phan tich va
hoat dong va cach chung tuong tac véi nhau. Payne
va Frow (2005) d& xuét bon budc trong quy trinh
CRM bao gdm 1ap ké hoach chién luoc, quan ly
thong tin, gia tri khach hang va do luong két qua. Ké
thira két qua nghién ctru tir Payne va Frow (2005);
Iriana va F. Buttle (2006) v6i muc tiéu cu thé hoa
quy trinh CRM, Rababah va cong su (2011) da mo
td quy trinh trién khai CRM bao gdm 6 budc: (1)
phat trién chién lwoc khdch hang trong do xac dinh
thi trieong muc tiéu, (2) thiét lap cac muc tiéu cua
khach hang; (3) danh gid su san sang ciia 16 chirc;
(4) sap xép, diéu chinh t6 chire phit hop véi cde muc
tieu CRM; (5) thuc hién cac chwong trinh CRM; (6)
do lwong hiéu qua chwong trinh CRM.

Véi quy trinh CRM cdp vi mé toan doanh
nghiép: Payne va P. Frow (2005) da d& cap dén cac
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hoat dong dugc thuc hién cua mét doanh nghiép
nhﬁlm tao ra thong tin thi trudng ma doanh nghiép c6
thé tan dung dé xay dung va duy tri danh muc céc
mbi quan hé khach hang nham t6i da hoa loi nhuan
thong qua hai quy trinh phu; quy trinh quan 1y tri
thirc va quy trinh quan 1y tuong tac. Quan Ly tri thurc
va quan ly tuong tac phu thuge nhiéu vao cong nghé
va con ngudi cia to chtrc. Qua trinh quan ly tri thirc
dugc Payne va P. Frow (2005) chi ra rang c6 the
dugc chia thanh ba qua trinh: thu thap dir li¢u V¢
khach hang, tao ra sy hiéu biét khach hang va phd
bién hiéu biét khach hang trong doanh nghiép. Qua
trinh quan 1y tuong tac dé cap dén viée s dung hiéu
biét khach hang dé ting cuong mdi quan hé véi
khach hang. Payne va P. Frow (2005), qué trinh
quan 1y tuong tac co ba chiéu; tinh nhit quan cua
tuong tac, muc do lién quan cua tuong tac va tinh
thich hop cia tuong tac.

O Viét Nam, nghién ctru vé CRM ciing 1a van de
dugc kha nhiéu cac nha L nghién ciru quan tdm ca vé
van dé 1y luan va thuc tién. V& mat 1y luan, dién hinh
nhu nghién ctu cia cac tac gia nhu: Truong Pinh
Chién (2013), “Quan hé khach hang - Khung ly
thuyét va diéu kién ng dung thyc tién”; Vii Huy
Thong, Nguyén Thi Thoa (2012), “Quén tm Quan hé
khach hang - Mot s6 van dé tir Iy thuyét toi thuc t&”;
Phan Thj Thu Hoai, (2013) “Nghién ctru mt s6 1y
thuyét vé quy trinh phat trién cia CRM trén thé
gi61”,... Nghién ctru thyc tién vé CRM tai Viét Nam
cling co rat nhleu cac cong trinh trong cac linh vuc
hang hoa, xuét khau... Vi linh vuc kinh doanh dich
vu ¢6 mot s6 cong trinh, nhém tac gid nghién ciu
dién hinh vé tai chinh, bao hiém, khach san, ban
1¢,... Ngoai ra, con mot sb cac dé tai nghién ctu
khoa hoc cac cap cua cic nha nghién ctru nhu:
Nguyén Thanh Binh, (2011), “Quan trj quan hé
khach hang tai cic doanh nghiép xuit khau Viét
nam”; An Thi Thanh Nhan (2010), “Giai phap phat
trién quan hé khach hang tai cac siéu thi ban 1é trén
dia ban Ha N6i”,...

“Nhu vay, qua téng quan tai liéu, c6 nhiéu quan
diém khac nhau vé quy trinh CRM. Tuy nhién, quan
diém vé quy trinh CRM dinh huéng theo chirc nang
13 quan diém toan dién, chi tiét va bd sung nhat. Cac
quan diém khac co thé dugc xem nhu duoc tich hgp
trong quan diém da chirc niang. Pién hinh, quy trinh
CRM dinh huéng khach hang dugc dua vao quy
trinh tich hop da kénh, tuong tu ciing ding ddi véi

khoa hoc

quan diém quy trinh CRM cép vi mé cho thdy hai
quy trinh phu ciing xoay quanh vi€c thu thép, tao
kién thirc hiéu biét vé khach hang va khai thac kién
thirc ndy trong viéc tao va quan ly tuong tac voi
khach hang. Su khac biét rong rai trong cach tlep
can CRM khién cac nha quan ly bdi 16i khi trién
khai quy trinh CRM trong thuc té. Do do, cac quy
trinh trién khai CRM cuy thé can phu thu¢c vao ngir
canh, mot khuon khé chung can dugc xac dinh dé
huéng dan céc trinh tu ciia quy trinh va xac dinh cac
yéu t6 thanh cong chinh trong mdi bude trién khai
CRM. Vi véy, van deé nghién ciru cua bai viét cang
trd nén co tinh cip thiét trong 1y luan va thyc tién.

2.2. Co s6 Iy lugn vé quy trinh trién khai quin
tri quan hé khdach hang trong khdach san

2.2.1. Khdi niém vé quan tri quan hé khéach hang
trong khach san

Cho dén nay, cac nha nghién ctru va quan tri da
chi ra cac quan diém CRM tur nhiéu cach tiép can
khac nhau. Qua qua trinh téng quan nghién ciru, cac
nha nghién ciu Zablah, Bellenger va Johnston
(2004), Rabah va cong su (2011) da tap trung vao ba
quan diém chinh 13 cong nghé, quy trinh va chién
lugc kinh doanh. Tuy nhién, ban chit cia CRM la
dinh hudng khach hang, huéng moi hoat dong cua
doanh nghiép ldy khach hang lam trung tdm. Do
vay, khai niém CRM la mdt chién luoc kinh doanh
dinh huong khach hang duoc danh gia 1a toan dién,
day du nhat. V&i pham vi nghién ciru cia bai viét,
dinh nghia CRM duoc hiéu nhu sau: “CRM la mét
qua trinh quan tri tich hop quy trinh, con nguoi va
cong nghé dé hiéu khdach hang cia doanh nghiép,
ndng cao gia tri cua cac bén lién quan, mang lai loi
nhudn cho doanh nghiép va téi da héa long trung
thanh cua khdach hang”.

Trong kinh doanh khéch san, cic nha nghién ciru
d3 dua ra nhiéu quan diém vé CRM. Duya trén khai
niém vé CRM di dugc xdc dinh ¢ trén, Kkét hop véi
cac dic diém cua CRM trong khach san, trong pham
vi nghién ctru cua bai viét, CRM cua khach san co
thé duoc hiéu nhu sau: “CRM la mét qud trinh quan
tri tich hop quy trinh, con nguoi va cong nghé dé
hiéu khach hang cua cua khach sagn, mang lai loi
nhudn cho khach san va dat dwoc long trung thanh
cua khach hang”.

V6i nhitng déc trung cua nganh kinh doanh dich
vu nén khi trién khai CRM trong khach san ciing c6
nhitng déc thu riéng. Cac nha nghién ctu da luu y
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bbn khia canh dic thu quan trong cia CRM trong
khach san can dwoc quan tim d6 1a: (1) khach hang
nén dugc quan ly nhu mét tai san quan trong; (2)
khong phai tit ca cac khach hang déu  mong mudn
nhu nhau; (3) khach hang khac nhau vé nhu cau, s¢
thich va hanh vi mua hang cia ho; va (4) bang kién
thirc hiéu rd hon vé khach hang cia minh, céac khach
san ¢ thé diéu chinh dich vu cua ho dé téi da hoa
gi tri tong thé.

Thém vao d6, CRM trong khach san khong chi
mang tinh nghé thuat, khoa hoc, cong nghé¢ ma
CRM con mang tinh canh tranh. Kinh doanh khach
san la mdt Iinh vyc kinh doanh trong méi truong
canh tranh manh mé€ va mac d0 luan chuyén khach
hang ngay cang cao (Rababah, 2012; Al-Momani va
Noor, 2009). Hon nita, chi phi thu htt khach hang va
muc do ky vong cua khach hang cling ngay cang gia
tang lam cho kha néng canh tranh ctia khach san phu
thudc dang ké vao kha nang dap ung nhu cau khach
hang mdt cach hi¢u qua (Budiono Hardjono va Lai
Pooi San, 2017). Chinh vi thé, CRM duoc coi la
chién luge tdt nhit cho cac khach san dé tao su khac
biét voi cac dbi tha canh tranh. CRM bao gém mot
loat cac hoat dong cung cép cho khach san co hoi dé
¢6 dugc hodc duy tri lgi thé canh tranh so véi d6i thu
cua ho (Elizabeth Wellington, 2017; Mohmmed va
Rashed, 2012; Ammari va Nusair, 2014).

2.2.2. Quy trinh trién khai quan tri quan hé
khach hang trong khach san

Theo tong quan nghién ctru, cac nha nghién ciru
da chi ra 3 quan diém vé quy trinh CRM bao gom:
quy trinh CRM dinh hudng khach hang, quy trinh
CRM dinh huéng theo chire ning va quy trinh CRM
dinh hudng cip vi mé toan doanh nghiép. Véi mbi
cach tiép can vé quy trinh CRM, Parvatiyar va Sheth
(2001); Payne va Frow (2005), Mohammad
Almotairi (2009) da mo ta cach thirc thuc hién thong
qua cac budc cu thé. Theo nghién ctru cua cac tac
gia, ) lwong cac budc thuc hién cd khac nhau
nhung vé ban chit quy trinh CRM déu dugc nhin
nhan thong qua 3 giai doan: giai doan trude khi trién
khai CRM, giai doan trién khai CRM va giai doan
sau khi trién khai.

Trong thuc tién nghién ctu CRM, hoat dong
CRM dugc xem xét 1a mét hoat dong quan tri. Vi
viy, trong pham vi nghién ciru ctia bai viét, quy trinh
CRM cua cac khach san s& duoc thiét 1ap dua trén
quy trinh cac giai doan thuc hi¢n dam bao dung theo

QUAN TRI KINH DOANH

nguyén tic, chirc ning quan tri trong doanh nghiép
bao gom: Lép ké hoach, t6 chuc thuc hién va danh
gia két qua. Nhu vay, quy trinh CRM cua cac khach
san duoc xac dinh bao gom 3 giai doan nhu sau:
( , )

Lap ké hoach CRM

cua cac khach san

b 2 )

Té chirc thuc hién CRM

cua cac khach san

\ J
s N
DPanh gia CRM cua cac khach san
. J

(Nguén: Dé xuat ciia nhém tdc gia)
Hinh 1.1: Quy trinh CRM cua cac khach san

No§i dung cac giai doan trong quy trinh CRM
duoc mo ta cu thé nhu sau:

2.2.2.1. Lap ké hoach quan tri quan hé khach
hang cua cdac khach san

Khi xay dung ké hoach cho chién luoc chuc ning
no6i chung va chién lugc CRM trong khéach san phai
thé hién dwoc mot tdp hop cac muc ti€u va dinh
hudng hoat dong ctia khach san trong xay dung, phat
trién, duy tri quan hé 1au dai va chat ch& véi khach
hang. Muc ti€u cia CRM c6 thé thé hién ¢ sb luong
hay ty 1¢ khach hang trung thanh véi khach san, ty 1¢
khach hang hai 1ong... Cac dinh hudng chién lugc co
thé bao gdém tap trung vao quan hé v6i nhitng doan
thi truong khach hang nao? Muc dg chat ché cua mbi
quan hé... Theo Parvatiyar va Sheth (2001); Rababah
va cong sy (2011); cac quan diém chién lugc lién
quan CRM theo quan hé véi khach hang bao gom:
Chién luoc ban hang ly san phim lam trong tam,
chién luoc quan ly dich vu hd trg, chién lugc market-
ing 14y khach hang 1am trong tdm, chién lugc CRM
ca nhan hoa. Cac nha quan 1y cp cao la nhitng ngudi
truc tiép xay dung chién lugc va ké hoach cua khach
san, vi vay ma trinh d nang luc cling nhu quan diém
cta cép quan 1y c6 anh hudng dén viéc 1ap ké hoach
CRM. Céc khach san can c6 duoc su hd trg cta lanh
dao cép cao truée khi tham gia vao qua trinh thuc
hién trién khai CRM.

2.2.2.2. Té chirc thuc hién quan tri quan hé
khach hang cua cdc khach san

Trén co s& muc tiéu, chién lugc CRM da duogc
x4c dinh, cac khach san can thiét 1ap va khong
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ngung hoan thién co clu t6 chirc dé thuc hién céc
chiric nang quan tri, tao diéu kién cho khach san dat
dugc nhiing muc tiéu CRM déra trong ké hoach. TS
chtic b may cia khach san phu hop véi yéu ciu,
nhiém vu dé ra sé& tao 1ap dugc nang luc hoat dong
va chét luong hoat dong, tiét kiém chi phi va nang
cao hi¢u qua kinh doanh cta khach san.

Pé t6 chirc thuc hién CRM, cac khach san can
thiét 1ap, diéu chinh co ciu t chirc va mdi lién hé vé
churc nang, nhiém vu giita cac bd phan trong khach
san va trong ndi by cac b phan doé vdi nhau nham
thuc hién tét cidc muc tiéu, nhiém
vu CRM trong 1ap ké hoach. Chién

- Lua chon phuong phap thu thap dir liéu:
Nghién ctru tai liéu 1a bude khoi dau cia qua trinh
nghién ctru nham tim hiéu va nghién ctru nhiing tai
lidu trudc @6 co lién quan dén lyvthuyét vé CRM.
Trén co s& d6 dé xuat quy trinh trién khai CRM bao
gém 3 giai doan: lap ké hoach CRM, trién khai
CRM va danh gia CRM.

- Muc tiéu phong van sau: nhom tac gia da lua
chon cac nha qudn ly cua cic khach san 4 - 5 sao
dién hinh dé thuc hién phong van tim hiéu vé quy
trinh trién khai CRM cua céac khach san.

Bang 3.1: Danh sdach cdc khach san lwa chon nghién ciru dién hinh

lugc CRM can dugc xay dung dua

N > ; ; Hang sao | Hinh thirc quén ly | Pham vi Tén khach san
tren chleq lljfgc chupg cua khach 4.5 sao Dac lap Trong nudc Candle
san va khi trién khai CRM, khach Theo chudi Trong nudc Muong Thanh
san cling can ¢6 su thay doi trong Nuoc ngoai | JW Marriott Hanoi

co cau to chirc, quy trinh kinh
doanh de ddm bdo hi¢u qud cua
viéc trién khai. Co 6 dé xay dung,
diéu chinh co céu t chirc cua khach san 1a muc tiéu
CRM, yéu t6 moéi truong kinh doanh, quy trinh kinh
doanh, nang luc va trinh do cia ddi ngii 1anh dao,
nhan vién trong khach san.

2.2.2.3. PBanh gia quadn tri quan hé khach hang
cua cdac khach san

Theo Parvatiyar va Sheth (2001), h¢ thong CRM
can dugc kiém tra, danh gia dinh ky dé xem céac
chuong trinh c¢6 dap tng dugc ky vong hay khong
va liéu ching c6 bén viing vé lau dai hay khong. Vi
vay, két qua trién khai CRM dugc do ludong thong
qua cac tiéu chi muc tiéu chién luge, muc tiéu tai
chinh va myc tiéu marketing (1ong trung thanh va sy
thda man cta khach hang). Ngoai ra, theo Payne va
Frow (2005), CRM khong chi dugc danh gia thong
qua viéc do luong dong gop bén trong khach san,
ma con can co danh gid yéu t6 bén ngoai, cu thé
danh gia cam nhan, hanh vi cia khach hang.

3. Phwong phap nghién ciru

Pham vi nghién ctru: Do khong tiép can va danh
gia dugc tat ca cac khach san trén dia ban nén nhom
tac gia da lya chon khach san 4 - 5 sao dién hinh dé
tap trung phan tich rd quy trinh CRM

Xuat phat tir muc tiéu, dbi tugng va pham vi
nghién ctru, bai viét sir dung phuong phap nghién clru
dinh tinh dé thu thap va phan tich quy trinh trién khai
CRM cua cac khach san 4-5 sao trén dia ban Ha Noi.

khoa hoc

(Nguon: Tong hop ciia nhém tac gia)

- Tién hanh phong van sau: Cac cudc phong van
dugc tién hanh tryc tiép tai noi lam viéc cua cac nha
quan 1y bao gom: giam déc, pho giam ddc va truong
phong cua cac khach san 4-5 sao dién hinh. Mbi
cudc phong van dién ra khoang 45 - 60 phut. Cac
cau tra 101 cua cac chuyén gia, nha quan Iy duge ghi
chép lai mét cach day du. Ngoai ra, dugc sy dong
nén cudc phong van da dugc ghi am, luu trit trong
may tinh.

Két thiic cac cudc phong van, nhom tac gia g&
bing bang viéc nghe lai va danh may toan bd ndi
dung cudc phong véan theo nhimng ¥ kién ca nhan cua
timg nguoi dugc phong van. ‘

4. Két qua nghién ctru quy trinh trién khai
quan tri quan hé khach hang trong khach san

4.1. Tong quan vé thi trwong khdch san 4 - 5
sao trén dia ban Ha Npi

4.1.1. Vé sé lwong, co cau khdch san

Theo théng ké dga trén bao cao cia CBRE
(9/2021), tong ngudn cung khéach san tai thi truong Ha
Noi1 v6i 8.027 buéng tr 17 khach san 5 sao, 17 khach
san 4 sao. Trong do, 8 khach san 4 - 5 sao da dugc
chon lam dia diém cach ly bao gém 3 khéach san 5 sao,
5 khach san 4 sao. Phan khtc 5 sao tiép tuc chiém linh
thi phan véi 2/3 s6 budng. Nguf)n cung khach san 4
sao tai khu vuc phia Tay chlem ty trong thap nhit
(twong dwong 6% tong ngudn cung cua phan khuc).
Trong khi d6, khu vuc ndi thanh c6 ngudn cung khach
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san 4 sao lon nhat véi 10 khach san, twong duong 64%
tong ngudn cung cua phan khiec.

Ha Noi, Téng s6 phong cta khéi khach san 4-5 sao

10,000
8,000
6,000 ‘
4,000
2, ooo

Sé phong

e v ]

Dén quy 2/2021, theo bio cao cua Savills Viét
Nam, gia buéng khach san Ha Noi trung binh dat 77
USD/phong/dém, ting 1%
theo quy nhung gidm 9%
theo nam. Khach san 5 sao
dan diu v6i doanh thu budng
trung  binh  dat 28
USD/budng/dém  (khoang
650 dong/dém) nhd nhom
khach chinh la khach cong

2019

2020

m5sao ®4sao
(Nguén: Theo nghién ciru ciia CBRE, 2021)

Hinh 4.1 T(fng 56 phong cua khdch san 4 -5 sao tai Ha Noi

4.1.2. Vé hinh thitc 56 hitu

Tai Ha N¢i, tinh trang khéi ngoai nhom ngo,
danh chiém thi phan khach san 5 sao ciing dién ra
manh mé&. Din bién nay gép phan dich chuyén dang
ké dong v6n d6 vao khach san 5 sao tai thii 6. Trong
s6 17 khach san 5 sao tai Ha Noi hdu hét dang duoc
quéan 1y bdi cac thuong hiéu qudc té thi c6 9 khach
san ma doanh nghiép nudc ngodi co ty 1& ¢d phan
chiém da s6. Pay déu la nhitng khach san nim &
nhitng vi tri déc dia va hoat dong kinh doanh tir chuc
nam trudc nhu Intercontinental Hanoi Westlake,
Melia, Sheraton, Deawoo, Pan Pacific... Hai trong )
nhitng khach san nay niam & ven HO Téy thudc sé
hitu cta Tap doan Berjaya Corporation Berhad cua
ong Vincent Tan - mot ty phu ty than cua Malaysia.

4.1.3. ve gid va cong sudt buong

So véi mot s thanh phd khac trong khu vuc
Pong Nam A (khong bao gdm Singapore), Ha Noi 1a
mdt trong nhitng thanh phd c6 mirc gia thué budng
cao nhét, sau Thanh phé H6 Chi Minh. Tuy nhién
ngay dau nam 2020, do anh hudng cua dai dich
COVID - 19, hang loat khach san 5 sao trén dia ban
Ha No¢i tur Lotte, Hilton, Melia, Pullman, Park Hyatt,
Nikko, Daewoo ... dang trién khai cac goi wu dai tir
gi4 budng, dich vu an udng, hoi nghi, tiéc cudi, lién
hoan. Céc khach san 4 sao tr& xudng c6 mirc gia thip
hon, thdm chi, c6 khach san chi chao gia hon
100.000 déng/dém trong dip Tét 2021. Theo béo céo
cua S¢ Du lich Ha Noi (2020), mac du cac khach san
da giam gia rat thép, tham chi tdi 70-80% vai nhiéu
uu dai, phu hop nhiéu ddi tuong khach hang, nhung
lwong khach dén Ha Noi van khong nhiéu.

tac va khach luu tru dai ngay.
Tuy nhién, do lan soéng dich
COVID-19 bung phat tur
cu01 thang 4 da day cong
sudt budng cia quy 2 xubng
con 27%.

Tinh hinh hoat dong

Cho thué = Con trong =$=Gia thué TB
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(Nguon: Nghién ciru va tu van Savills, quy 11/2021)

Hinh 4.2: Céng sudt thué phong ciia khéach san 4 - 5

sao tai Ha Noi

Thi truong khach san tai Ha Noi ¢6 nhiéu khach
san thyc hién gidn cach x4 hoi nén cong suit phong
binh quan chi dat 26%, tiép tuc giam so véi cung ky
2020 va giam gan 55 diém % so v6i quy 3/2019, giai
doan trude khi dich bénh Covid-19 xay ra. Do d6,
gid phong binh quan giam gan 4% so vdi cung ky
nam 2020 va giam 16,4% so vo6i quy 3/2019, dat
94,4 USD/phong/dém.

4.2. Quy trinh trién khai qudn tri quan hé
khdch hang ciia cdc khdach san 4-5sao trén dia ban
Ha Ngi

4.2.1. Giai doagn ldp ké hoach CRM

Bit dau vai giai doan lap ké hoach CRM, céc
khach san dya trén s& ménh, tim nhin dé xay dung
chién luoc kinh doanh va chién lugc CRM.
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- Sir ménh, tam nhin cia cdc khéch san 4 - 5 sao
dién hinh trén dia ban Ha Noi

Theo két qua khao sat, mdi khach san 4 - 5 sao
déu xay dyng chién Iugc kinh doanh véi st ménh,
tam nhin cu thé.

khach san... chudi khach san Muong Thanh, nhiém
vu x4c dinh st ménh, tdm nhin duge thuc hién boi
hoi dong quan tri va sau d6 nha lanh dao cac cap s&
dua trén s ménh, tam nhin dé xay dung chién lugc
kinh doanh ctia khach san vdi nhitng ké hoach, dinh

Bang 4.1: Siz ménh cua cac khach san 4 - 5 sao dién hinh trén dia ban Ha Noi

Tén khach san

Str ménh

Candle Mang lai cho quy khach cam giac thu gian, thodi mai va tan
hudng nhidu niém vui méi voi nhitng khoanh khic hanh phac
dugc lap day.

Muong Thanh Cung cap san pham va dich vu khach san gin lién véi su gin giit
va phat trién cac gia tri Viét.

JW Marriott Ha Noi | Khach san MICE (héi nghi, hoi thao, su kién va trién 1am) véi

khong gian hoi thao chuyén nghiép, tién loi s& dem dén cho quy
khach nhitng trai nghiém 4n twong va phong phu.

(Nguon: Tong hop tir website ciia khdch san)

~ Theo Kaplan va Norton (1996), sit ménh la co s
dé xac dinh 1y do doanh nghiép ton tai, dua vao st
ménh dé x4c dinh tm nhin cling nhu chién lugc cua
doanh nghiép. V6i cac khach san 4-5 sao, do co su
khac nhau trong xac dinh st ménh nén viéc xay
dyng tim nhin ciing khac nhau:

hudng hoat dong dugc dua ra nham van hanh khéach
san mot cach tdt nhit, co kha nang canh tranh, thu
hat khach hang cling nhu gia tang loi nhuén, giap
khach san ngay cang phat trién. Vi khach san JW
Marriott Ha Noi, viée xac dinh s& ménh, tim nhin
dugc thuc hién thong qua cac cude hop, trao doi va

Béang 4.2: Tam nhin cia cdc khdch san 4-5 sao dién hinh trén dia ban Ha Néi

Tén khach san Tam nhin
Candle Phan dau dat tiéu chuin qudc té, theo phong cach va chét lugng Nhat
Ban.
Muong Thanh Mudng Thanh khéng ngtmg khat vong va nd luc vuon t&i muc tidu tré
thanh dai dién quoc gia nganh khéach san Vi¢t Nam.
JW Marriott Hi Noi | Tré thanh khach san 5 sao ¢6 uy tin ciing nhu tén tudi dbi voi nganh
kinh doanh khach san trong ca nudc ciing nhu thi trudng chau A

(Nguon: Tong hop tir website ciia khdch san)

Theo két qua phong van, khi xac dinh st ménh,
tam nhin cho chién lugc kinh doanh, cac khach san
4 - 5 sao da dua trén céac can ctr cu thé nhu: Muc
dich hoat dong ¢t 161 cua khach san, ddi tuong
khach hang muc tiéu, nguén luc tai chinh va bdi
canh thj truong nhu: ddi thu canh tranh, loi thé cua

thong nhét giita hoi déng quan tri ctia Tap doan
Bitexco v4i ban diéu hanh Marriott International tai
Ha Noi.

- Chién lwoc quan hé khach hang

Theo két qua phong van, chién lugc QHKH cua
khach san s€ dugc xdy dung va lga chon dya trén
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chién luge kinh doanh. Dua trén st m¢nh kinh
doanh cua cac khach san c6 thé d& dang nhan thiy
c4c 1y do hoat dong cuia cac khach san déu hudng toi
khach hang, 14y khach hang 1am trung tam.

QUAN TRI KINH DOANH

Vi chudi khach san 5 sao quéc té, khach san JW
Marriott Ha Noi dinh vi 1a dia diém Iy tuong phuc
vu cho céc su kién, hoi nghi, hoi thao va trién 1am.
Vi thé, dbi tugng khach hang muc ti€éu ma khach san

Bang 4.3: Poi twong khdach hang muc tiéu cua cdc khach san 4 - 5 sao dién hinh trén dia ban Ha Ngi

Tén khach san

Poi twong khach hang muc tiéu

1a khach quéc té

Candle Khach hang muc tiéu la khach hang Nhat Ban
Muong Thanh Phuc vu da dang nhu cu ciia moi du khach trong nude va quc té
JW Marriott Ha Noi | Khach hang muc tiéu 1a khach cong vu trong va ngoai nudc, chu yéu

(Nguon: Két qua phéng van cdac nha quan 1y khdach san 3 - 5 sao dién hinh)

Nhu vay, cac khach san 4 - 5 sao dién hinh trén
dia ban Ha Noi déu hudng dén nhiing doan thi
truong khach hang muc ti€u khac nhau.

Vi khach san 4 sao doc lap trong nudc Candle
Hanoi da tién hanh phan doan thi trudng theo 3 tiéu
thicc do6 1a theo pham vi quoc gia, ving lanh thé:
khach Nhat Ban, Han Quoc Trung Quéc, Viét
Nam...; theo muyc dich chuyén di: khach cong vu,
khéch du lich thudn tay... va theo sé lugng khach
hang: khach 1¢ va khach theo doan. Theo két qua
phong van nha quan 1y khach san Candle Hanoi,
ngay tir khi bit dau hoat dong, voi su quan 1y cua
cac nha quan ly khach san Nhat Ban véi thuong hiéu
Candeo Hotels di thiét ké va xay dung chién lugc
QHKH l4y khach hang lam trong tim. Va cho dén
nay khéach san van dang duy tri chién luoc nay.

Véi chudi khach san 4 sao trong nudc, theo Kkét
qua phong van tir nha quan 1y khach san Muong
Thanh tai Ha N6i (Muong Thanh Centre), khach san
huéng dén viéc phuc vu da dang nhu céu ciia moi du
khach trong nudc va qubc té. Vi ngudn khach da
dang, khach san da phan chia khach hang thanh 2
nhém ddi twong chinh theo ngudn thu mang lai cho
Kkhéch san d6 1a ddi tuong khach luu tra va ddi tuong
khach su dung dich vu am thuc. Véi ddi tuong
khach Ivu tra lai tiép tuc dugc phéan doan theo nguén
hinh thanh nhu: khach dat qua cac cong ty It hanh,
khach cia cac cong ty, tdp doan, S& ban nganh,
Walk in, khach dat qua kénh OTA. Véi khach suir
dung dich vu 4m thyc bao gém cac to chue s¢ ban
nganh hodc cac cong ty thué hoi truong t6 chirc cac
budi hoi thao, gidi thiéu san phdm...

huéng t6i chu yéu 1a khach cong vu véi muc dich
cong tac, cong vy, chi yéu 1a khach hang Han Qudc
(Dén tu cac tap doan LG, Samsung) Nhét Ban, luu
tra dai ngay. Theo két qua phong van cac nha quan
ly ctia khach san JW Marriott Hanoi, khach san c6
tién hanh phéan loai khach hang thanh 4 nhom:
Khach hang theo chuong trinh thanh vién tap doan,
phan doan khach hang theo muc dich chuyén di,
khach du lich thuan tay va khach hoi nghi, hoi thao,
tiéc cuoi...

Do khach san JW Marriott gia nhdp thi trudng
mudn hon so véi ddi tha, vi vay, ban lanh dao khach
san da thiét 1ap chién lugc kinh doanh 13 khac biét hoa
s0 v&i cac d6i thu bang dau tu vao thiét ké sang trong,
tién nghi va dich vu khach hang, c4 nhan hoa trai
nghiém cua khach hang dya trén dinh vi va khac biét
hoa thuong hiéu 1a yéu t6 quyét dinh. Xuét phat tir
chién lugc kinh doanh, ban lanh dao tap doan da xay
dung va lga chon chién lugc QHKH ca nhan hoa.

Nhu vay, qua viéc phan tich chién luoc kinh
doanh cuia cac khach san 4 - 5 sao dién hinh cho thay
mdi khach san da c6 sy quan tdm, chu trong dén
CRM mot cach khac nhau.

V&1 nhom khach san 4 sao va 5 sao, QHKH la
mot chién luoc va duoc xay dung dua trén dinh
hudng chién luoc kinh doanh cta khach san.

4.2.2. Giai doan té chirc thuc hién ké hoach CRM

Trong co cu té chire ciia cac khach san 4 - 5 sao
dién hinh trén dia ban Ha Noi, hoat dong CRM duoc
giao cho cac by phan khac nhau, cu thé la:

Theo két qua phong vin, cac bude té chirc thuc
hién CRM duoc tién hanh nhu sau:
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Bang 4.4: Chién luoc QHKH cua cac khach san 4 - 5 sao dién hinh trén dia ban Ha Noi

Tén khach san

Chién lwgc QHKH

Candle Chién lugc marketing lay khach hang lam trong tam
Muong Thanh Chién lugc QHKH c4 nhan hoa
JW Marriott Ha Noi Chién luge QHKH ca nhan hoa

(Nguon: Két qua phéng van cdc nha quan 1y khach san 4 - 5 sao dién hinh)
Bang 4.5: Bj phdn phu trach trién khai CRM cua cac khdach san 4 - 5 sao dién hinh trén dia ban Ha Noi

Tén khach san

B¢ phan/phong phu trach CRM

Candle B6 phan 1€ tan va bd phan chiam soc khach hang
Muong Thanh B6 phan kinh doanh tong hop
JW Marriott Ha Noi B0 phan Sales va Marketing

(Nguon: Tong hop tir website ciia khdch san)

- Voi khach san 4 sao doc ldp trong nuwoc Candle
Hanoi

Theo két qua phong van cac nha quan ly khéach
san Candel Hanoi, chién lugc CRM duoc fcrién khai
theo mot quy trinh bao gdm cac budc cy thé nhur sau:

Xay dung va quan ly CSDL khdch hang: Thong
thuong khi khach thuc hién dat phong, b phan le
tan khach san Candle Hanoi déu yéu cu cung cip
nhiing thong tin nhan khau co ban. Nhiing thong tin
khach céan cung cép nhu: ten, ngay thang ndm sinh,
qué quan, sb ho chibu, sé thé, email, sé dién thoai.
Sau khi c6 thong tin khach hang, nhan vién s€ luu lai
toan bo thong tin nay 1én hé théng diéu hanh cua
khach san va chia sé dén cac bd phén co lién quan.

Thiét ldgp cdc moi quan hé véi khdch hang:
Nhiém vy nay la trach nhiém chinh cua by phan
cham soc khach hang. Thong qua ngudn thong tin co
dugc vé khach hang, nhan vién phong chim séc
khach hang s& tién hanh phan doan thi trudong theo
c4c tiéu chi dé thiét ké cac chuong trinh, chinh sach
nham thu hat khach hang. 3 tieu thirc dugc phong
cham soc khach san st dung dé phan doan khach
hang d6 1a theo pham vi qudc gia, ving lanh thé:
khach Nhat Ban, Han Quéc, Trung Quéc, Viét
Nam...; theo muc dich chuyén di: khach cong vy,
khach du lich thuin tiy... va theo sé luong khach
hang: khach 1¢ va khach theo doan.

Thuc hién tirong tdc nham duy tri va phat trién
méi quan hé voi khach hang: Pé gia ting mirc do
nhén di¢n thuong hiéu Candle Hanoi, khach san da
sit dung cac chién lugc marketing, truyén thong
hinh anh cua khach san qua Website, cac trang mang
xa hoi, cac kénh dai ly trung gian. Ngoai ra, chinh
sach wu dai vé gia, huéng wu dai cac dich vu bd
sung, th¢ thanh vién ciing dugc khach san 4p dung
dé duy tri méi quan hé 1au dai v6i khach hang. Song
song voi viéc da dang hoa cac chinh sach uu dai,
khach san Candle Hanoi ciing tan dung moi cong cu
nham tuong tac thuong xuyén voi khach hang nhu
tin nhin nhan dip sinh nhat, 1& tét... ’

Phdn céng trach nhiém dam bdo trién khai
CRM: Ngoai bo phan 1& tin va b phan cham soc
khach hang chiu trach nhiém chinh trong trién khai
CRM, cac b phan khach ciing tham gia vao CRM
cua khach san bao gém: B6 phan thu ngén s& iy dit
liéu tir phan mém dé tong hop chi phi va lam thanh
toan cho khach hang, hd tro khach hang thuc hién
thanh toan theo nhiéu hinh thirc, cé tién mat, the tin
dung,... Bo phan Budng, phong phai xu ly tat ca cac
khia canh dit liéu ctia phong bao gdm phong tréng,
don phong, bao tri va quan ly co s6. Tinh néang
phong ch¢ cua phin mém quan 1y khach san phdi
hop cac nd lyc cua van phong va dich vu don phong
khi khach dang cho cac phong khong c6 san ngay
1ap tirc dé chuyén trang thai.
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Pé hd tro trién khai chién luge CRM, khach san
Candle Hanoi di ddu tu str dung hé théng phan mém
quan ly voi tén goi 1a Ohotel. Ohotel ap dung cac
cong nghé mai nhét, su ket hop giita phin ctng va
phan mém gitp quan ly t6i wu cac CSDL lién quan
dén khach hang, hd tro nhan vién khach san trong
qué trinh thuc hién cac phuong thic tuong tac, ban
hang va cham soc v6i timg nhom khach hang cu thé,
hd tro nha quan ly thong qua viéc cung cap cac bao
c4o theo ngay, tuan, quy. Trén hé thdng, mdi phong
ban déu dugc thiét ké module quan 1y riéng va duoc
két ndi, chia sé thong tin v6i nhau.

- Véi chudi khdch san 4 sao trong nuoc, khach
san Mwong Thanh Centre

Theo ¥ kién cua nha quan 1y khach san Mudng
Thanh, hé théng quan ly Smile da duoc khach san
dau tu st dung dé hd tro cac hoat dong trong chién
lugc CRM. Pay 1a hé théng quan 1y hiéu qua cho
cac khach san quy mo 16n.

Nguyén tic trién khai chién lugc CRM cua chudi
khach san Muong Thanh phai dya trén van hoa
khach san thong qua 6 Gia tri ¢dt 16i 3T - 3C (Tén
trong - Thich tmg - Thong nhét, Chan thanh - Cam
két - Can bang). Theo giam dbc khach san Muong
Thanh Centre chia s¢ “O Muwong Thanh, chiing toi
hiéu khdch hang la nguoi duy nhat cé thé duéi viéc
tir Gidm doc dén nhan vién, chi bang mot hanh dong
duy nhat - Mua hang (lweu trii) tai khdch san khac”.

-
CAM
KET

GIATRI
CcOT LOI

(Nguon: Website cua tdp doan Muong Thanh)
Hinh 4.3: Gid tri cot [6i cua tdp doan khdch san
Muwong Thanh

Vi thé, tat ca cac gia tri dugc xay dung trong vin
hoa khach san ciia Muong Thanh déu huéng dén
khach hang, huéng dén su trai nghiém cua khach
hang, huéng dén sy tin ding cua khach hang va
hudng dén su ton trong cao nhét ddi voi khach hang.

Khi c6 su chuén bj tét cac yéu t6 vé cong nghé,
van hoa khach san, tap doan khach san Muong
Thanh tién hanh trién khai CRM theo mét quy trinh
bao gém cac budc nhu sau:

Cdp nhdt va phan tich CSDL khdch hang: Pbi
v6i moi khach san trong chudi Mudng Thanh déu
thuc hién thu thap thong tin cia khach hang qua 2
kénh d6 1a thu thap truc tiép thong qua viéc khach
check in tai quy 1& tan va thu thap thong qua dir liéu
ctia phong kinh doanh. Tét ca cac dir liéu nay dugc
tao thanh céc profile theo tirng nhom khach hang va
duoc luu trit trén phan mém Smile. Cac thong tin ma
khach san thuong thu thap bao gdm: ho va tén, sb
dién thoai, dia chi, tén cong ty, ngay sinh nhat, sé
thich va thoi quen, 10i phan nan cta khach néu ¢,
mot s6 didu luu y khac phat sinh trong qua trinh
phuc vu khach. Ngoai ra, khach san con thuong
xuyén thu thap thong tin tu cac trung gian, dai ly
OTA va qua cac kénh tuong tac ctia khach san.
Thong tin sau khi dugc thu thap va luu trit s€ dugc
phan tich dinh ky dé nhan dién duoc tiém nang cua
tung doan thi truong. ‘

Quan Iy twong téc nham duy tri va phat trién moi
quan hé véi khach hang: Bé duy tri luong khach
hang, cac khach san Muong Thanh thuong duy tri
cac mdi quan hé voi ngudi dit phong. Thudng
xuyén lién lac chia s¢ cham séc v6i cd nhan dat
phong cua céc t6 chirc. Lang nghe, phan hdi lién tuc
va ¢6 trach nhiém d6i v6i nhitg gop ¥ cua khach
hang. Tang hoa hodc voucher st dung dich vu dbi
véi cac dip ki niém cua cac td chire hodc sinh nhat
cua cac ca nhan, cad nhan hoa dich vu chim soc
khach hang khi khach nghi tai khach san. Tai
Muong Thanh c6 chuong trinh Redeem point cho
membership (D6i diém thanh thanh vién, nang hang
thanh vién). Ngoai ra, khach san ciing st dung céc
cong cu tuong tac thuong xuyén. Muc dich sir dung
cac cong cu dugc nha quan 1y cho biét rang khach
san sir dung giao tiép gian tiép qua dién thoai nhim
muc dich két ndi hodc tham hoi, qua email dé xac
nhén qua trinh, tién do cong vigc, hd tro dat phong,
hé théng chatbox dé trao ddi qua lai tranh bi 16
thong tin va thay déi kip thoi. Véi kénh truc tiép
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thudng thong qua bo phan tiép xtic truc tiép dé gip
va trao ddi truc tiép dé gidi thiéu co sd vt chét, dich
vu va dam phan. ,

T6 chirc noi bg dam bdo trién khai CRM: Bo
phan kinh doanh téng hop sé& chiu trach nhiém chinh
thuc hién trién khai CRM trong tap doan Muong
Thanh.

Khi trién khai chién luge CRM, bd phan kinh
doanh tong hop cua tap doan khach san Muong
Thanh bao gém su két hop cua bd phan kinh doanh
va Marketing s& phai thuc hién chirc nang: tim kiém
khach hang cho cac by phan khac nhu bd phan
buéng phong, b phén nha hang,...; md rong thi
truong, thu hit khach hang tiém ning cho khach
san. Cac nhiém vu chinh nhu: 1én ké hoach tim kiém
khach hang, marketing vé san phém, dich vy; nghién
cuu thi truong, ddi thu canh tranh; théng ké, phan
tich, danh gia hiéu qua kinh doanh cua khach san;
khao sat khach hang dé gop ¥ vai cip trén trong viéc
ddi méi, nang cép dich vu hiéu qua.

Ngoai ra, cac bo phan khac ciing dugc td chirc,
phéi hop tham gia vao hé thong CRM cua khach san
Muong Thanh bao gom: Bo phan 15 tan tiép nhan
thong tin cua khach hang trong sudt qua trinh luu
tra, bo phan nha hang tiép nhan yéu cu cia khach
hang nhan vién phuc vu s& nhap vao hé théng quan
Iy va thong tin s€ dugc chia sé, cdp nhat dénbod phéan
bép cua khach san. Ngoai ra, thong tin nay ciing s&
dugc luu trir va chia s¢ dén bo phén thu ngan, ké
toan dé xac dinh thanh toan cho khach hang.

- Véi chubi khéch san 5 sao quéc té, khach san
JW Marriott Hanoi .

Theo két qua phong vén, khi trién khai CRM
phai dam bao nguyén tic dinh huéng theo vin hoa
chung cua tap doan, dam bao su hop tac cia yéu tb
con ngudi va sy hd trg cua cong nghé.

Khach san JW Marriott Hanoi thudc quan ly ctua
tdp doan Marriott Internationals, do vdy khi xay
dung van hoa khach san da thé hién két hop hai hoa
giita vin hoa tap doan va vin hoa dan toc lay ban sic
vin héa dan tdc 1am co s va nén tang phat trién.

Van hoéa dugce khach san JW Marriott Hanoi xay
dung dua trén 5 gia tri cdt 16i bao gdm: Pat con
ngudi 1én hang dau (Put People F irst); Theo dudi sy
xuat sic (Pursue Excellence); Khuyén khich sy thay
d6i (Embrace change); Hanh dong liém chinh (Act
with integrity) va Phuc vu cong dong (Serve our
world). Viéc thdm nhuan va thuc thi cac gia tri ¢t

161 cta tdp doan va thuong hiéu duoc kiém soat va
quan 1y chat ch€ trong cac khach san dudi hinh thire
cac 1op dao tao, cac cude thi, cac tro choi va cac sinh
hoat tap thé.

Vé ha tang cong nghé, theo két qua phong van,
hi¢n nay quy trinh CRM tai khach san JW Marriott
Hanoi duoc thiét ké trén nén ting ctia hé thong
Opera - mot hé thong tmg dung quan 1y khach san
(PMS) v6i cac cdu hinh khac nhau, phu thudc vao
quy mé ciia mdi khach san trong chudi.

VISION

TRAV! oW N
DA ,\\arnoll

(Nguoén: Website cua khach san)
Hinh 4.4 Gia tri cot I6i cua khach san JW
Marriott Hanoi

M&di mot nhan vién khach san déu ¢ ID riéng dé
truy nhap vao hé thdng tiy thudc vao vi tri cua
minh. Ngoai ra khach san con st dung cac hé thong
quan 1y nodi bd don gian hon ddi véi cac bdo phan
khac nhau nhu: Microsoft cho bo phan nha hang,
Operator cho b phan téng dai, FCS dé giri yéu cau
danh cho tong dai, ky thuat. Hé thong phan ctng
duge dau tu bang hé théng may cdy cua DELL duoc
thiét ké lién két mang LAN, WAN, internet... dam
béo téc 4o dudng truyén, truy cap thong tin t6t nhat
May tinh bang ipad tai cic quay dé dé dang tu van
thong tin cho khach hang, order db an, giai tri... Hé
thong méy tinh Samsung, iMac phuc vu khach hang
st dung Business Center ciing nhu tra ctru thong tin.

Dua trén nguyén tac hoat dong, nhan manh dén
tam quan trong cua van hoa khach san va sy hd tro
clia cong nghé, quy trinh trién khai CRM tai khach
san JW Marriott duogc thuc hién nhu sau:

Xdy dung va phdn tich danh muc khach hang
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Theo két qua phong van, khach san JW Marriott
Hanoi da thyc hién xay dung danh muc khach hang
thong qua viéc thu thap thong tin khach hang bang
hai hinh thtc, cu thé la:

Thir nhat: tai thoi diém khach nhan phong va tra
phong, nhan vién khach san s& hoi khach vé cac yéu
cAu dic biét cua khach, thong tin trén ho chiéu,
ching minh thu... sau d6 sé& xin danh thiép cua
khéch... Cac thong tin d6 s€ dugc update 1&én hé
thdng chung cua khach san va chia sé¢ dén cac bo
phén lién quan.

Thir hai: Tai thoi diém khi khach dat phong qua
Online: cac kénh online duoc thiét ké sin cac muc
thong tin, khi khach ¢6 nhu ciu dit phong, khach s&
duogc yéu cu dién diy di vao cac trudng thong tin
bét budc. Trong cac truong thong tin d6 khach hang
s& chu dong update cac thong tin ca nhan, yéu cau
dac biét hay s¢ thich.

Céc thong tin thuong thu thap nhiéu lan, qua
nhiéu giai doan, bit dau tir qua trinh booking phong,
bo phan dat phong s& tiép nhan thong tin co ban
update 1én hé théng quan 1y dit liéu Opera. Sau do
qué trinh check in s& bd sung thong tin. Thong tin
chang o cua khach sé tiép tuc duogc cap nhat trong
qué trinh khach luu tru, danh gia sau qua trinh luu
tr va lién tuc dugc cdp nhat qua nhiing ching & sau.
Ngoai ra, khach san con c6 thém cac kénh thu thap
dir liéu khac nira: Qua hé théng luu trit cua tap doan,
qua trang mang x3 hoi, qua giao tiép,...

Nhén dién mirc do thdn thiét véi khdch hang

Pé nim bit dugc mic do than thiét cua khach
hang v6i khach san, JW Marriott Hanoi thuong thuc
hién viéc khao sat y kién khach hang. Theo y kién
ciia nha quan ly khach san, viéc khao sat y kién
khach hang s& gitiip khach san hoan thién dich vu,
ngay cang toi da hoa sy hai 10ng cua khach hang, va
quan trong hiéu duoc vi thé ctia khach san trong tim
tri cua khach hang. Thong qua hoat dong Guest
Voice (y kién khach hang) khach san da thué mot
cong ty doc 1ap lam khao sat mac do hai long cua
khach hang bang cach gii email ngdu nhién cho
khach hang da Iuu trd tai khach san va gui két qua
cho khach san hang ngay.

Phat trién moi quan hé véi khach hang

Déi v6i khach luu tra: chuong trinh ting diém
thuong khi luu tra, vi du ¢t 1USD su dung dich vy,
khach s€ duogc tang 10 diém, tir diém khéch co thé dat
phong mién phi hodc mua cac san phim tiéu ding.

QUAN TRI KINH DOANH

Ngoai ra, tiy timg thoi diém khach s& c6 cac chuong
trinh giam gia nhu: dit phong véi 1 mire gia nhit dinh
nhung dugc bao gdm cé an ti hodc an trua.

Vé dich vu F&B: khach san thuong ap dung
chwong trinh giam gia: 20%, 30%, an va ddi vouch-
er phong &, hodc mua cc voucher véi gia ré hon dé
str dung.

Dé duy tri mbi quan hé voi khach hang, khach
san JW Marriott Hanoi da thyuc hién tuong tac truc
tiép voi khach hang thong qua doi ngil sales va mar-
keting nham cung cap nhimg chién dich quang céo,
chién luoc phu hop dé tiép can vai khach hang, khéi
doanh nghiép, co quan t6 chtc. Vi kénh gian tiép,
khach san st dung hé théng Alcatel: Hé théng dién
thoai, duy tri giai dap cac thic mic khong chi trong
ma bén ngoai goi vé, dam bao thong tin luén duge hd
tro giai dap kip thoi, 24/24; qua website cua khach
san va hé théng chatbot tu dong; qua trang web chinh
cua tap doan JW Marriott toan cAu va qua email.

Quan ly vong doi khach hang: Tai khach san JW
Marriott Hanoi da thuc hién quan ly vong doi cua
khach hang thong qua viéc phat hanh thé thanh vién
cho khach hang.

Vi the Club Marriott, khach hang s€ bo ra mirc
hoéi phi 8.180.000vnd dé duoc tan hudng uu dai toi
50 triéu dong. Vi viée st dung thé nay, khach hang
s& ¢6 thém nhiéu lya chon va uu dai khi st dung cac
dich vu 4m thuc trong nudc hay dich vu nghi tai 250
khach san thudc 16 thuong hiéu trén 13 qudc gia
trong khu vye.

Vi thé danh cho khach hang trung thanh duogc
chia thanh cac hang thé khac nhau nhu sau: thé basic
elite (0 - 9 dém/nam), Silver elite (10 - 24
dém/nam), Gold elite (25 - 49 dém/nam); Platinum
elite (50 - 74 dém/nam), Titanium elite (75 - 99
dém/ndm) va Ambassador elite (100+ dém/ndm).

T6 chirc van héa dam bdo trién khai CRM: Theo
két qua phong van, ngoai bd phan Sales va market-
ing c¢6 chirc nang va nhiém vu chinh trong trién khai
CRM thi khach san van thiét ké vin hoa phdi hop,
chia sé trong tit ca cic bo phan, phong ban cua
khach san. Cu thé la:

Nha quan 1y: nhiém vu cta nha quan 1y s& thong
ké tinh hinh kinh doanh dua trén viéc xem xét cac
bdo cdo cong viéc cua nhan vién va theo doi qua
trinh tac nghi€p cta tung nhan vién. Bén canh do,
nha quéan 1y s& quyét dinh cac chién dich marketing
cho khéch san vao timg thoi diém.
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B6 phan quan ly CNTT: Trach nhi€ém cua bd
phan CNTT bao g@)m viéc tao CSDL, cai dat CRM
va thiét 1ap phan nhém, ngudi s dung. Thuong
xuyén kiém tra cau hinh h¢ théng va update dit li¢u.

Nhan vién: bao gf”)m nhan vién cua cac by phan
ban hang, marketing va dich vu khach hang, bg phan
18 tan, budng phong, bd phan tai chinh - ké toan va
nhan su.

4.2.3. Giai doan danh gia CRM

Theo két qua phong van, giai doan danh gia
CRM déu dugce thuc hién véi cac tiéu chi va khoang
thoi gian nhat dinh.

chién luoc kinh doanh va chién lwgc CRM cua
khach san.

5. Két luin va ham y

Qua phén tich quy trinh trién khai CRM cua céc
khach san 4-5 sao dién hinh trén dia ban Ha Noi cho
théy cac khach san déu ¢ st ménh, tim nhin o rang
va lam co s& cho viéc xay dung chién luoc kinh
doanh. Péi tuong khach hang dugc phan nhém véi
nhitng tiéu chi cu thé nhu dic diém vé dia ly, muc
dich luu tra, kha ning thanh toan... Hau hét cdc nha
lanh dao déu nhan thirc dugce tam quan trong trién
khai CRM, n6 s€ giap khach san quan ly toan bd

Bang 4.6: Panh gia CRM cua cdc khach san 4 - 5 sao dién hinh trén dia ban Ha Noi

Cac khach san 3 - 5 sao

dién hinh

Tiéu chi danh gia

Thoi gian danh gia

Khach san Candle Hanoi

khach san

- Do luong mirc d6 hai long
- Gia tri dong gop cua khach hang cho

DPinh ky hang thang

Khach san Muong Thanh
hang

tuong tac

- Su gia ting cta lugng CSDL khach|Dinh ky hang tuan

- Ty 1é chuyén dbi khach hang
- Hiéu qua cua viéc thuc hién cac kénh

- Sy hai long va gia tri dong gop vé mit
kinh t¢ cta khach hang
- Doanh thu hang tuan

Khach san JW Marriott
Hanoi -

Kién thirc vé khach hang

Su hai long cua khach hang

- TAn sut mua 1ap lai cua khach hang
- Gia tri dong gop cua khach hang

- Doanh thu trong ngay

Thyc hién hang ngay.
Cubi mdi ngay cac bo
phan déu phai 1ap bao céo
va chia sé t61 modul cua
nha quén ly vao 17h.

(Nguon: Két qua phong van nha quan 1y)

Xét theo tong quan 1y thuyét cac cong trinh
nghién ciru vé quy trinh CRM cho thdy c6 sy tuong
ddng trong viée sir dung cac tiéu chi danh gia CRM
bao gém két qua tai chinh va két qua marketing. Véi
cac khach san 4 sao va 5 sao quan 1y theo chudi, tiéu
chi vé& két qua marketing dugc wu tién quan tim
xung quanh cac van dé lién quan dén khach hang.
Piéu nay ciing hoan toan phu hop véi dinh huéng

khoa hoc

nhing thong tin cta khach hang tét nhét, hiéu qua
nhét, tir d6 nang cao hi€u qua hoat dong kinh doanh
ctua khach san. Chinh vi vay, ban 1anh dao da tham
gia ho tro, kiém soat tit cac cac giai doan trién khai
CRM, tao moi truong lam viéc chia sé cho nhan
vién. Quy trinh kinh doanh dugc céc khach san thiét
ké day du, t6i wu va duoc diéu chinh phu hop véi
chién luoc va quy trinh CRM. Céc kénh tuong tac
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trong quy trinh dugc thiét ké va sir dung da dang voi
hinh thire tryc tiép va gian tiép. Pinh ky, khach san
¢6 thyc hién do ludng va danh gia két qua cua qué
trinh tuong tac.

Tuy nhién, dé nang cao mirc do thanh cong cua
quy trinh trién khai CRM va cai thién quy trinh
CRM, cac khach san 4 - 5 sao trén dia ban Ha Noi1
can thue hién d@)ng bd mot sb cac giai phap dua trén
3 thanh phan chinh cia CRM bao gém: con nguoi,
quy trinh va cong nghé. Trong kinh doanh khach
san ciing tdn tai mot sd cac rao can nhu quy dinh
clmg nhéc, bd may quan liéu thtr bac, thiéu kinh phi
cho céac chuong trinh CRM,... vi vay, cac nha quan
1y cdp cao can cha y loai bo cac rao can, tré ngai
trong khi thyc hién trién khai CRM. Thém vao do,
cai thién cac quy trinh va cach thtc kinh doanh
trong khach san ludn phai hudng dén dam bao noi
dung trién khai CRM dugc dién ra thong sudt,
khong bi dut quing va cac khach san can biét cach
tdn dung suc manh cua cong nghé dé trich loc ra
nhirg thong tin hitu ich nhit s& c6 nhiéu co hoi
chiém dugc thién cam cua khach hang, tor d6 tao
nén mot loi thé canh tranh cao hon trong thoi dai ca
nhan hoa ngay nay. ¢
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Summary

Around the world, researchers and administra-
tors have developed a theoretical system of cus-
tomer relationship management (CRM) from many
different approaches. With Rabah et al. (2011)
pointed out that 43% of definitions define CRM as a
business strategy, 17% as a process while 22% iden-
tify it as an application of technology. Up to now,
the concept of CRM still exists many different
views and there is no concept that is completely
accepted. For each individual research theoretical
approach, the CRM implementation process is also
defined differently. The wide difference in the
approach to CRM process makes it difficult for
managers to implement in practice. Therefore, the
article is made with the purpose of identifying a spe-
cific CRM implementation process, suitable for
each context and field of hotel business. Through
the review of domestic and foreign documents, the
article has identified that the CRM implementation
process in the hotel includes 3 steps: CRM planning,
CRM implementation and CRM evaluation. By
qualitative research method, through in-depth inter-
views with hotel managers, the research has ana-
lyzed the CRM process of typical 4-5 star hotels in
Hanoi. On that basis, draw conclusions and manage-
ment implications in the CRM implementation
process of hotels.
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